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[0037] FIG. 2 is a flowchart for describing an outline of an operational flow 
from retrieving a problem to receiving an order for parts in the present 
working example. FIG. 3 and figures thereafter illustrate examples seen in 
a web page in the case where an air conditioner is selected, with FIG. 3 
showing a symptom retrieval screen, FIG. 4 showing an answer screen, FIG. 
5 showing a repair reception screen, FIG. 6 showing a parts order screen 
and FIG. 7 showing an order confirmation screen. With reference to the 
exemplary screens of FIG. 3 to FIG. 7, the description will be given based on 
FIG. 2. When a technical service button is clicked on the web page, the 
symptom retrieval screen as shown in FIG. 3 is displayed on a user terminal 
D. Retrieval of causes of problem symptoms and answers about handling 
processes is started by entering a model name and a keyword and clicking 
the search button or by checking a check box on the left side of a 
corresponding symptom shown in the list on the screen and clicking the 
search button (STl). 

[0038] In the case of a keyword search (ST2), the operation jumps to Step 
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15. When at least one check box is checked, the retrieval is conducted with 
respect to the corresponding symptoms and checked items (ST3). In the 
retrieval, past symptom instances stored in an instance base 4c are searched 
(ST4). If a match occurs, the symptom is specified, so that the operation 
jumps to Step 6 (ST6). If not, those with a high degree of match are 
extracted. Especially when a plurality of items are checked, it is likely that 
no match with the instances will occur. In this case, those with more 
matches are determined to have a higher degree of match, and several 
instances from the top are extracted (ST5). In the case where the 
symptoms match, a corresponding answer is retrieved from an answer base 
5c, and an answer statement is displayed. The answer statement is 
synthesized from basic answers, and when there are a plurality of answers, 
three examples from the top are displayed, for example (ST6). Together 
with these symptom retrievals, a list of parts necessary for repair also is 
outputted. As an exemplary answer about an estimated cause of failure 
and a handling, a symptom, an estimated failure and an estimated failure 
location/ handling, etc. are displayed as shown in FIG. 4. In the case where 
the user is a service engineer, he/ she may carry out repairs according to the 
presented contents. Incidentally, in the case where the user is a general 
user, only the estimated failure is displayed. In the case where an asked 
symptom does not match with any past instances and is a new instance, the 
symptom and its answer are stored respectively in the instance base 4c and 
the answer base 5c (ST7). A parts list is on the parts order screen shown in 
FIG. 6, and it will be described later. 

[0039] If a reservation or an order of any parts is to be made after the 
completion of the retrieval (ST8), the operation jumps to Step 20 (ST20). If 
there is any request for repair (ST9), a repair reception processing such as 
assignment of a reference number is carried out and stored in a repair 
history base 7a (ST10). In the case where there is no request for repair 
(ST9), if the operation is to be ended, an end message also is displayed 
(STll), thus ending the operation. As shown in FIG. 5, in the repair 
reception screen, required information is filled in at the distributor, the 
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customer name, the contents of failure, etc., and the send button is clicked 
for repair reception. Incidentally, for a specific user having an ID code, 
stored customer information is invoked from a customer base 8f, so that 
predetermined items are filled out automatically. 

[0040] In the case where a match in keyword is found as a result of the 
keyword search in Step 2 (ST2) (ST15), the operation jumps to Step 4 (ST4). 
If no match is found, a message indicating that the retrieval has failed is 
displayed (ST16), returning to the symptom retrieval screen (ST17). 
Incidentally, in order to increase a keyword search accuracy, these keywords 
also are stored in the instance base 4c and made available for separate 
reference. In the case where there are a large number of certain keywords, 
their contents are analyzed, and the keywords are newly registered. 
[0041] In the case where there is the reservation or order of any parts in 
Step 8 (ST8), an ID and a password are checked, thereby specifying the user 
(ST20). If it is determined that the parts can be sold to the user (ST21), the 
parts order screen is displayed, a reference number is assigned, a preset 
price, an estimated delivery date and inventories etc. are displayed 
selectively according to the user (ST22). FIG. 6 shows an example of the 
parts order screen. In this figure, the selling price is displayed according to 
a user, and predetermined items that can be specified by the customer base 
8f are filled out automatically. The inventories are omitted in this figure. 
After filling out the necessary information, the user may click buttons for 
the parts reservation and the parts order. When the user clicks the parts 
reservation button or the parts order button (ST23), the order confirmation 
screen is displayed (ST24). In the order confirmation screen, the contents 
of order are displayed as shown in FIG. 7. If the send button is clicked here, 
then the order is determined to be completed, so that a processing necessary 
for reservation or order reception is completed (ST 26), and the operation 
jumps to Step 11. In the case where the parts cannot be sold (ST21), the 
case of canceling (ST23, 25) or the like, the operation also jumps to Step 11, 
and the end message is displayed for ending (ST12). 

[0042] The above description has been directed to a working example of an 
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air conditioner. In the case of an air conditioner, as shown in the symptom 
retrieval screen in FIG. 3, the number of the symptoms and the check items 
in the horizontal axis and service units in the vertical axis is small enough 
to fit in the list. However, if they are rearranged in the order of frequency 
of problem occurrence by a priority determining processing, their conditions 
can be viewed at a glance. For equipment having many symptoms, check 
items and service units, it is even more effective. Such a rearrangement 
function may be made selectable. 
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[FIG. 2] 
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[FIG. 3] 
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[FIG. 4] 
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[FIG. 5] 
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[FIG. 6] 
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[FIG. 7] 
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Abstract of JP2001 282944 
PROBLEM TO BE SOLVED: To provide 
service information that is highly accurate and 
easy to be retrieved and also to quickly 
provide a part for repair. 
SOLUTION: A service information managing 
server 1 is provided with a failure condition 
retrieval processing part 4 retrieving a failure 
cause from the condition of a failure of a 
device in which deficiency takes place and a 
list of check items, an answer processing part 
5 performing an answer to the failure cause 
and its correspondence from a specified 
example, an order part reception processing 
part 8 which is provided with a database where 
past examples, answer sentences 
corresponding to the examples, part 
information necessary to repair or the like are 
stored, retrieves the condition of the deficiency 
inquired from a user, finds a failure cause 
inferred from the past examples and makes a 
correspondence answer, also receives orders 
of parts estimated as necessary for failure 
repair, checking, etc., and processes the 
order, and a repair reception processing part 7 
performing reception processing of a repair 
request. 
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